
EIM/ESM Update 
Your source for Enterprise Invoice/Service Management news! 

Agency Bulletin:  Extended Hours for EIM/ESM! 

We know that some of our users — agency and provider —
seek to use EIM/ESM into the evening.  Starting Monday, 
May 5th, the EIM/ESM service will allow you to do so: 

We’re increasing availability of 
EIM/ESM by over 40% in 
response to feedback received 
from our users. 

Increasing Your Access to EIM/ESM May 2, 2008 

On Wednesdays, the service will be available until 7:00 
PM to allow for scheduled maintenance.  Users will be 
advised of any schedule changes as soon as possible. 

Get to EIM/ESM online 
content more quickly by 
entering “www.mass.gov/
vg/eimesm” in your address 
bar.   
Contact us at pos.eim-
esm@state.ma.us. 

Need more information? 

We are able to increase access by changing some of what occurs “behind the scenes.”  We are 
rescheduling processing done at night that updates what is seen and available in EIM/ESM the 
next day.  Agencies are encouraged to take the steps below to make the most of these changes. 

EIM HOURS BEFORE  5/5/08 EIM HOURS AS OF 5/5/08 

7:00 AM TO 7:00 PM  
Every day of the week 

7:00 AM TO 1:00 AM   
All days but Wednesday 

As shown in the chart that follows, changes starting next 
week build on efforts to bring the service to users when they 
need it.  Business process changes by agency users are 
critical to our current hours expansion.  Please see 
“Making Extended Hours Work,” below, for suggested 
agency action steps. 

Continuing Our Efforts to Make EIM/ESM More Available 
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As we continue to develop and refine EIM/ESM, we will 
look for ways to further increase availability. 

Virtual Gateway Customer 
Service remains available to 
users Monday through 
Friday, from 8:30 AM to 
5:00 PM.  Outside of these 
hours, users are asked to 
leave a voice mail message 
(number provided below).  
Calls will be returned as 
soon as possible. 

Making Extended Hours Work — Agency Support is Essential 
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The EIM/ESM Update is sponsored by the Executive Office of Health and Human Services (EOHHS) 
Virtual Gateway.   To learn more about the EIM/ESM service, please see the Overview on our web site. 

Have EIM/ESM questions?  Call Virtual Gateway Customer Service at 1-800-421-0938.  
A TTY line is available for the deaf and hard of hearing at 1-617-988-3301. 

Process Update Suggested Agency Steps 

Contract Interface 
will execute 
Wednesday and 
Thursday nights 

⇒ On Thursday and Friday mornings, allocate amended Unit Rate 
contract lines and reactivate the contracts involved before the 
weekend. 

⇒ This will allow re-adjudication of any Service Delivery Reports 
(SDRs) to be completed via the process described below. 

Re-adjudicate 
Pended Service 
Lines will execute 
on Saturday night 

⇒ Implement a daily search for all Unit Rate contracts in “pending” 
status. 

⇒ Determine whether to change the status to permit payment processing 
for any such contracts. 

⇒ If so, make any needed updates to account mapping rules and (DPH 
only) unit allocations before setting the contract to “active.” 

⇒ These steps are expected to be especially helpful earlier in the week, to 
avoid possible delays associated with “pending” SDR’s. 

⇒ Such SDRs would not be addressed via an automated process until Re-
adjudicate Pended Service Lines executes on Saturday evenings. 

Thank you for your attention in these matters.   

http://www.mass.gov/?pageID=eohhs2terminal&L=5&L0=Home&L1=Provider&L2=Training+and+Education&L3=Virtual+Gateway&L4=Provider+Invoicing+and+Contracts+(EIM-ESM)&sid=Eeohhs2&b=terminalcontent&f=vg_p_eim_esm_overview&csid=Eeohhs2�
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